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ABSTRACT

The primary purpose of this study is to identify the cultural factors deemed
pertinent to effective cross-cultural management in luxury multinational hotel
chains. The first part of the study developed a cultural framework, which consists
of twenty-one cultural factors, through reviewing related literature. This cultural
framework was an attem pt to cover every important aspect of a culture.
After a cultural framework was developed, a questionnaire consisting of
these cultural factors was designed to survey expatriate managers working in
luxury multinational hotel chains in the Asia Pacific countries. The primary
purpose of the survey was to determine the importance of each cultural factor
that expatriate managers perceived necessary for effective management of
employees from different cultural backgrounds. A group of 26 expatriate
managers working in four different countries in Asia Pacific region participated in
the survey for this study.
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CHAPTER I

INTRODUCTION

The advancements in transportation and communication make the world
smaller and smaller. This is especially true in the past two decades. Today, travel
is faster and less expensive than before. In the last twenty years, world travel has
increased dramatically for both business and leisure purposes (Powers 1992). This
steady increase in international travel stimulates the expansion of multinational
hotel chains into foreign markets.
W hen a corporation expands into a foreign arena, its economic, political
and cultural environments change. Economic and political factors are obvious
and tangible; cultural factors are more perplexing because they are intangible,
pervasive and difficult to learn (Daft 1994, Maddox 1993).
The hospitality industry, as a service industry, is labor intensive and, people
are part of the product. How employees deliver the service impacts the guest’s
experience (Lovelock 1992). Especially in luxury hotels, all too often, the
difference between the service lies with the employees who deliver the service.
Furthermore, when employees, both front and back-of-the-house, are physically
involved in the service transaction, they represent the organization to the guest.
Because of the people nature of the hospitality business, managing people is

1
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paramount for a hospitality organization to succeed. This is especially true when
a hospitality organization expands into the international arena.
When expanding into international markets, many hotel chains employ
expatriate managers. An expatriate manager is one who lives and works in a
country other than his or her own (Tung 1981). O ne of the challenges facing
expatriate managers when functioning overseas is cross-cultural interaction. As
suggested by scholars, the very basic rule for cross-cultural interaction is to respect
the differences of the people from other cultural backgrounds (Ball and
McCulloch Jr. 1990, Copeland and Griggs 1984, Harris and Moran 1990).
However, when interacting with and managing local employees, respecting without
understanding the culture of local employees is not enough. A manager needs to
comprehend the employees from different cultures as well as understand the
impacts of these cultural differences on the managerial practices.
Knowing cultural attitudes are difficult to change, the hotel chains caimot
expect local employees to dramatically change their cultural attitudes to fit the
culture of the organization (Gamio and Sneed 1992, H arris and Moran 1990,
Hofstede 1980). Instead, the hotel chains are responsible for training their
managers to be sensitive, appreciative, and respectful of the cultural differences.
This can be achieved by developing an effective cross-cultural training program
that focuses on understanding people from different cultures.
Cross-cultural training refers to programs designed to prepare expatriate
managers to live and work in a culture other than their own. These programs
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have been proven to be an effective approach in helping managers understand the
people from other cultural backgrounds, and to manage effectively when assigned
overseas (Black and Mendenhall 1990). The primary purpose of cross-cultural
training is to help managers understand the cultures they will be exposed to,
manage the cultural differences they will encounter, and function effectively across
national and cultural boundaries (Gamio and Sneed 1992, Kitsuse 1992, Seelye
1979). Because of the nature of the hospitality business, cross-cultural training in
the hospitality industry should be more sophisticated, since cross-cultural training
is critical for international operations to succeed.
W hen functioning overseas, expatriate managers face barriers in three
strategic areas; legal issues, product and marketing practices, and human
resources management (Kim and Maubargne 1987). While all of these areas are
important, this study will focus on human resources management. More
specifically, its focus is on the understanding and management of employees from
different cultural backgrounds.

Problem Statement
Several studies (M endenhall and Oddou 1986, Runzheimer 1984, Tung
1981) found that cross-cultural training programs provided by multinational
corporations are relatively unsophisticated and not comprehensive in nature. All
too often, the content of cross-cultural training programs center on the
superfluous, trivial and obvious (Brislin 1976). Many companies consider "a
handout detailing the population, economy, and political system of a country" as
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cross-cultural training (Earley 1990). O ther cross-cultural programs only provide
some language training, a basic cultural introduction and an environmental
briefing (Runzheimer 1984, Tung 1981). In training expatriate managers to
understand and manage employees from different cultural backgrounds effectively,
such cross-cultural training programs are insufficient. In order to properly
understand other cultures and their influences upon the international operations,
additional cultural factors should be identified and understood.
A recent research project conducted by the School of Hotel, Restaurant
and Institutional M anagement at Michigan State University revealed that among
thirteen special training subjects, cultural orientation to the host country and
"others" were identified by expatriate managers as first and second place in
importance when asked what type of training they recommend. In the openended part of the "others," many managers stressed the importance of
understanding the subtleties of the culture of the host country.
The primary purpose of this study is to identify the cultural factors deemed
pertinent to effective cross-cultural management in the luxury multinational hotel
chains. The secondary purpose of this study is to determine the extent to which
these cultural factors are covered in the cross-cultural training programs provided
by multinational hotel chains in Asia Pacific countries. This will be accomplished
by first developing a cultural framework through literature review, and second,
surveying managers who have cross-cultural experience in the luxury hotel
segment in the Asia Pacific region. By examining these cultural factors in a
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particular culture, managers should be able to understand the values and behavior
of employees from this culture. Managers can then interact with and manage the
employees from a particular cultural background more effectively.
The objective of this study is to provide recommendations for improving
the effectiveness of cross-cultural training for the expatriate managers in
multinational hotel chains. In order to achieve this objective, the cultural factors
identified in the study should be given consideration to incorporating into the
context of cross-cultural training. Such broad training, in theory, should enable
managers to better understand the people in general and in particular, the
employees from other cultural backgrounds. The more managers can learn about
a culture, the better they will interact with the people from that particular cultural
background.
While expatriate managers are working in countries all over the world, this
study is specifically interested in managers in the nations of the Asia Pacific
region. The primary reason is that countries in the Asia Pacific have experienced
an unprecedented rate of increase in tourism over the past decade. According to
the World Travel Organization (WTO), the growth of tourist arrivals in Asia
Pacific will surpass the growth in other regions of the world (Travel Weekly 1993).
In response to the growth of tourist arrivals, major luxury multinational hotel
chains such as Hyatt International, ITT Sheraton International and Hilton
International are expanding their operation in this region. According to
Tommaso Zanzotto, Chairman of Hilton International, the hotel chain planned to
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add 30 hotels in the Asia Pacific area by the ended of this century (Hotels 1994).
ITT Sheraton International, on the other hand, planned to build more than 20
hotels in the Asia Pacific region by 1998 (Lodging Hospitality 1993).

Limitations
The population of interest for this study is limited to expatriate managers
who work in Asia Pacific countries. From the theoretical point of view, the ideal
sample for this study is a group of managers from different multinational hotel
chains who have experience in every country in the region. Such a sample would
provide valuable responses from different perspectives. However, due to
limitations in access to the hotel chains and their managers, and in financial
resources and time, the sample of this study is limited to the expatriate managers
of different luxury multinational hotel chains in Malaysia, Singapore, Taiwan, and
Hong Kong. The responses from this sample and the outcome of this study may
or may not be generalized to the whole population of expatriate managers.

Delimitations
Few articles appearing in the hospitality journals related to cross-cultural
training. Therefore, this study started with a review of the literature from other
related fields such as anthropology, international business, human resources
management and cross-cultural education.
This study sampled a group of expatriate managers from several luxury
properties of multinational hotel chains in Malaysia, Taiwan, Hong Kong, and
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Singapore. Qualified managers in this study are those who are working in a
country other than their own. The overseas properties were selected based on the
willingness of each hotel to participate in the study. Luxury hotels were selected
for this study because their business emphasizes personal and professional service;
hence, managing employees effectively becomes a critical factor for these hotels to
succeed.

Justification
Although cross-cultural training has been proven to be an effective means
of helping managers function effectively in overseas assignments, relatively little
attention has been paid to this field, both practically and academically. In
practice, multinational corporations often overlook the cross-cultural training of
expatriate managers. Several studies (Harris and M oran 1992, Mendenhall and
Oddou 1986, Tung 1981) reported that more than 60% of the United States
international corporations did not provide any kind of training to the managers
who were assigned overseas. O f those managers who did receive some kind of
training, more than 50% of them perceived that the training provided by their
companies was inadequate in helping them to live and work overseas. The
training provided to the expatriate managers included environmental briefings,
language training and basic cultural introductions.
From the academic perspective, little research has been done in this field.
In her study, Adler (1983) reported that less than 10% of the articles which
appeared in the international management journals dealt with human resources
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management, and less than 5% of the articles have been done on cross-cultural
training. In hospitality industry journals, few studies related to cross-cultural
training have been published (Gamio and Sneed 1992).
The hospitality industry in the U nited States is facing increased cultural
diversity (Gamio and Sneed 1992). Because of increasing globalization of the
hospitality industry, cross-cultural training will become more and more important.
An effective cross-cultural training program not only helps prepare managers
going overseas, but also benefits domestically in today’s culturally diverse work
force.
Previous studies have been done to examine the needs, effectiveness, and
methods of cross-cultural training. None of this research, however, examines
cross-cultural training in the hospitality industry. Because of the characteristics of
the hospitality industry, especially the high level of personal services provided in
this industry, the cross-cultural training in the hospitality industry should be more
sophisticated than that of other industries.
The results of the study conducted by Michigan State University showed
that the type of training which expatriate managers recommended the most was
cultural training. No research has been done to study what kinds of cultural
training should be provided to expatriate managers. In order to fill this gap, this
research is an attempt to develop a cultural framework for identifying cultural
factors which can be used by multinational hotel chains to prepare their managers
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to function effectively in other countries, particularly in understanding and
managing employees from different backgrounds.

Definitions
Cross-cultural; The mixing or interacting of traits from two or more
cultures.
Culture: In this study, culture is defined as the shared knowledge, beliefs,
and values, as well as the common modes of behavior and ways of thinking,
among members of a society (Daft 1994).
C ultural factor: In this study, cultural factor refers to the common
denominators among cultures which manifested the total way of life of any group
of people (Czinkota, Ronkainen and Moffett 1994).
Expatriate: As used in this study, expatriate is defined as a person who
lives and works in a country other than their native country (Tung 1981).
M ultinational hotel chain: Any lodging corporation performing its
operations in at least two countries.
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CHAPTER II

LITERATURE REVIEW

This chapter is a review of the literature related to the subject of this study
from the fields of anthropology, international business, hospitality management,
and cross-cultural training. The first section covers the discussion of the
definitions of culture. After reviewing the definitions of culture, a definition of
culture which best fits the purpose of this study was adopted. The second part of
this chapter reviews the previous studies of characteristics of culture. As a result
of reviewing previous studies, a cultural framework is developed. The purpose of
this framework is to cover every important cultural factor of a culture. The third
part of the chapter provides specific definition of each cultural factor in the
framework. The impact(s) of these cultural factors on managerial practices is also
discussed. In the fourth section of the chapter, the studies of cross-cultural
training are reviewed and discussed. Finally, a summary of the chapter is
provided.

Culture
The concept of culture was introduced into the English-language in the
1880s by Matthew Arnold and Edward B. Tylor (Langness 1987). In 1877, Tylor
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defined the first concept of culture in the English as "culture, or civilization, taken
in its wide ethnographic sense, is that complex whole which includes knowledge,
belief, art, law, morals, customs and any capabilities and habits acquired by a man
as a member of society."
Since then, researchers have defined culture in various ways. Some define
culture as the sum of historical achievements produced by man’s social life; some
conceive culture as the man-made part of the environment; and some propose
that culture separates humans from nonhumans (Erez and Earley 1993, Crinkota,
Ronkainen and Moffett 1994). According to their research, Erez and Earley
(1993) concluded that the most general way of approaching culture is that "culture
is a set of characteristics common to a particular group of people."
After analyzing more than 160 definitions of culture, Kroeber and
Kluckhohn (1952) proposed a widely accepted definition of culture:
"Culture consists in patterned ways of thinking, feeling and reacting,
acquired and transmitted mainly by symbols, constituting the distinctive
achievements of human group, including their embodiments in artifacts; the
essential core of culture consists of traditional (i.e., historically derived and
selected) ideas and especially their attached values."
More current definitions and approaches of culture were proposed by
Barnouw (1963), Triandis (1972), Hofstede (1980), and Harris and Moran (1990),
to mention just a few. Barnouw (1963) defines culture as "a way of life of a group
of people, the configuration of all of the more or less stereotyped patterns of
learned behavior, which are handed down from one generation to the next
through the means of language and imitation." Triandis (1972) sees culture as "a
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subjective perception of the human-made part of the environment. The subjective
aspects of culture include the categories of social stimuli, associations, beliefs,
attitudes, norms and values, and roles that individuals share." Harris and Moran
(1990) define culture as "the way of living developed and transmitted by a group
of human being, consciously or unconsciously, to subsequent generations." They
further argue that culture gives people a sense of who they are, of belonging, of
how they should behave, and what they should be doing.
Hofstede (1980) approaches culture from a different perspective. He
defines culture as "the collective mental programming of the people in an
environment." H e emphasizes that culture is not a characteristic of an individual,
but controls an individual’s responses in a given context. Culture encompasses a
number of people who were conditioned by the same life experience. Since
culture is the collective mental programming, it is difficult to change. If culture
changes, it changes very slowly.
The purpose of this study is to develop a framework which assists
expatriate managers in understanding the beliefs and behaviors of employees from
different cultural backgrounds. The definition of culture provided by Daft, which
defines culture as the shared values of a group of people, is adopted in this study
because the definition best fits the purpose of the study. Thus, in this study,
culture is defined as the shared knowledge, beliefs, and values, as well as the
common modes of behavior and ways of thinking, among members of a society
(Daft 1994).
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Characteristics of Culture
Several studies have tried to use some common denominators to analyze
culture in order to understand the manifested way of life of any group of people.
Such variables are called cultural universals (Czinkota, Ronkainen and Moffett
1994). These systematic frameworks attem pt to assess any culture and examine its
people systematically. Several dominant frameworks in business literature are
discussed in this section.

Harris and M oran
Harris and M oran (1990) proposed one of the most widely acceptable
frameworks to analyze culture in business literature. In their book Managing
Culture Differences, they documented ten characteristics of culture that can be
used to study people from any cultural background systematically. They further
argued that these ten aspects of culture are not independent. Instead, they are
interrelated. These characteristics are sense of self and space, communication
and language, dress and appearance, food and feeding habits, time and time
consciousness, relationships, value and norms, beliefs and attitudes, mental
process and learning, and work habits and practices. Each of these characteristics
are discussed separately.
Sense of self and space. Sense of self refers to how people in a culture
think about themselves. Sense of self may be manifested by a humble bearing in
one place or by macho behavior in another. Some cultures, such as the United
State, emphasize independence and creativity, while others, such as Japan,
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promote cooperation and conformity. Sense of space means the distance required
between individuals. While some cultures required more distance between people
(Americans), others want to get much closer (Latins).
Communication and language. The communication system includes verbal
and nonverbal language. The verbal language refers to the official "foreign"
language as well as major spoken dialects. Nonverbal communication means
include gestures, body language, and eye contact.
Dress and appearance. Dress and appearance includes the outward
garment and adornments, as well as body decorations. Many cultures have their
own distinctive clothing such as the Japanese kimono, the Indian turban, and the
Malay sarong. On the other hand, cosmetics, perfume and cologne are more
popular in some cultures than in others.
Food and eating habits. Food refers to the manner in which food is
selected, prepared, presented and eaten. For example, while beef is forbidden to
Hindus, it is eaten extensively by the Americans and Chinese. Eating habits range
from using hands, chop sticks to full sets of cutlery.
Time and time consciousness. Sense of time refers to how people in a
culture deal with time on an everyday basis. Sense of time differs by cultures.
While some cultures such as American and German, are more punctual, others
such as Latins, are more casual. In some cultures, promptness is determined by
the age or status of individuals.
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Relationships. Cultures designate human and organizational relationships
by age, sex, status, and degree of kindred, as well as by wealth, power, and
wisdom. The most common expression of these characteristics is family. The
arrangem ent of a family goes from small to large. Relationships between and
among people vary by category. For example, in some cultures the elderly are
honored, whereas in others they are ignored. In some cultures women must wear
veils and act differently, while in others the female is considered the equal of, if
not the superior of the male.
Values and Norms. People from a culture perceive situations by their own
"sets of premises," or value systems. From its value system, a culture sets norms
of behavior for the society. These norms of behavior are expressed in, for
example, gift-giving, guidelines for privacy, showing respect or deference,
expressing good manners, and rituals for birth, death and marriage.
Beliefs and attitudes. Beliefs and attitudes refer to how people think
about themselves, others and the world. To some degree, these attitudes are
influenced by the religion of the culture, consciously or unconsciously. While the
beliefs and attitudes in W estern culture is dominated by Judeo-Christian
traditions, the major beliefs of Eastern cultures are largely influenced by
Buddhism, Islam and Confucianism.
M ental process and learning. M ental process means how people organize
and process information. Each culture has its distinctive reasoning process. For
example, while Germans stress logic, Japanese and Arabic favor nonlinear
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thinking. While western cultures favor abstract thinking and conceptualization,
most Oriental cultures prefer rote memory and learning.
W ork habits and practices. This characteristic includes attitude toward
work and rewards and recognition within a culture. In some cultures, people are
expected to engage in a desirable and worthwhile activity and this activity is
narrowly measured in terms of income produced or job status. In other societies,
the "worthwhile" activity is broadly defined so that music, arts and sports are part
of the cultural pursuit.
The determinants of work motivation also vary among cultures. For
example, while Germans pay particular attention to power and status, Americans
show more interest in money and advancement. In the United States, individual
initiative and achievement are rewarded, while in Japan, team consensus is
recognized.

Hofstede
After spending six years surveying more than 114,000 IBM employees from
forty different countries, Hofstede (1980) suggested that culture values can be
measured by four dimensions. These four dimensions are power distance,
uncertainty avoidance, individualism versus collectivism, and masculinity versus
femininity. Hofstede emphasized that these dimensions of culture refer to the
"norm" within a culture, not the characteristics of individuals.
The first dimension is power distance, or the extent to which a society
accepts the unequal distribution of power in people, organizations and institutions.
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In small power distance societies such as the United States, Austria and Britain,
people expect equality of power. Every individual should have equal rights and
thus, inequality should be minimized. On the other hand, people in large power
distance societies such as Malaysia, the Philippines, and Panama, accept inequality
in power. They believe there is an order of inequality in this world and everybody
has a rightful place. Power-holders are entitled to privileges and should try to
look as powerful as possible.
The second dimension is uncertainty avoidance, or the extent to which a
society tries to avoid ambiguous and uncertain situations which it perceives as
threatening. People within a culture with strong uncertainty avoidance such as
Greece, Portugal and Uruguay, feel uncomfortable with uncertain situations and
try to avoid these situations by providing greater career stability and more formal
rules. They cannot tolerate deviant ideas and behavior and believe in the
attainability of absolute truths and expertise. In contrast, people weak in
uncertainty avoidance have high tolerance for uncertainty and tend to take risks.
Weak uncertainty avoidance countries include Singapore, Denmark, and Sweden.
The third dimension is a continuum of individualism versus collectivism.
Individualistic societies have a loosely knit social framework in which people are
responsible for themselves and their immediate family only. O n the other hand,
collectivist societies are more socially oriented. People are expected to look after
the interest of their in-groups such as relatives, clans and organizations.
Furthermore, people from a collectivist society always subordinate individual goals
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to group goals. Examples of individualistic societies are the United States,
Canada, and Britain. Collectivist countries are Columbia, Pakistan, and
Venezuela.
The last dimension is a continuum of masculinity versus fem ininity. In a
masculinity society, the social sex roles are clearly differentiated. Men should be
assertive and dominating and women should be caring and nurturing. The
dominant values in a masculinity society are assertiveness, the acquisition of
money and things, not caring for others, the quality of life, and people. In
contrast, social roles for the sexes overlap in the femininity society. Furthermore,
a femininity society emphasizes on the quality of life and caring for people rather
than money. Societies with strong "masculinity" are Japan, Austria and Germany.
Societies with "femininity" are Sweden, Norway and Denmark.

Czinkota. Ronkainen and Moffett
Czinkota, Ronkainen and Moffett (1994) summarized the components of
culture proposed by ethnologists (cultural anthropology) into eight categories.
The purpose of this listing is to serve as a guide for the international managers to
analyze a particular culture.

These components are language (verbal and

nonverbal), religion, values and attitudes, manner and customs, material culture,
aesthetics, education, and social institution.
Language. Language itself is multidimensional by nature. Language in a
particular culture is conveyed through verbal language and nonverbal means.
Verbal language refers to the major spoken language as well as dialects of a
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culture.

Nonverbal language, also known as hidden language, covers body

language, gestures, eye contact and other key aspects in nonverbal communication
such as space, friendship patterns and business agreements. The same gesture has
different meanings to people from different cultures. For example, while a fingerand-thumb "OK" sign means "all right" to Americans, it indicates "worthless" in
southern France and is grossly insulting to Brazilians. Space required between
individuals also varies by culture. While people from some cultures like to get
closer to each other, others may not be as comfortable at such close range. To
conduct business in some societies, lengthy contract is not necessary. Instead,
extended social acquaintance and personal rapport are more important.
Religion. Religion provides people with a reason for being in most
cultures. Religion is responsible for many of the important beliefs of a person
such as notions about God, man and reality. For example, in Judeo-Christian
tradition, this world is real and significant because it was created by God. But in
Asian religions, this world is an illusion; time is cyclical and nothing is permanent.
Different religions also encompass different work ethics. For example, Americans
and most Europeans generally encompass the Protestant work ethic which values
hard work because work is viewed as a moral virtue and the duty of Christians to
glorify God. In contrast, Buddhists are taught that if they have no desire, they
will not suffer. Thus, Buddhists have little motive for achievement.
Values and Attitudes. Every culture has its own set of values and attitudes.
Values are defined as "shared beliefs or group norms that have been internalized
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by people from a certain culture." Attitudes mean evaluations of alternatives
based on these values. The key attitudes of a culture are attitude toward time,
attitude toward achievement and work, and attitude toward change. Attitude
toward time refers to how people from a culture handle time on an everyday
basis. In-some cultures, time is important and more emphasis is placed on it.
People are on time and live by schedules, deadlines, and agendas. In others, time
is more flexible, people are more casual. Attitude toward work indicates how
people from a certain culture value work. In some cultures, work is viewed as a
moral virtue and people devote themselves to their work because hard work will
be rewarded. In others, work is considered "something that must be done out of
necessity." Once the minimum acceptable standard has been reached, people may
stop working and engage freely in other activities such as sports, music and arts.
Attitude toward achievement means what incentives motivate employees to work
in a certain culture. While some cultures show more interest in money and
advancement, others pay particular attention to power and status. Attitude
toward change refers to how rapidly people of a society accept something new,
new products or new concepts. New ideas are more readily acceptable in some
cultures than others.
M anners and Customs. Manners and customs vary greatly from culture to
culture. Manners are the way of doing things in a particular culture while
customs refers to the established socially accepted practices (Longman 1983).
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Understanding the differences of manners and customs is extremely important to
understanding employees from different cultural backgrounds.
M aterial Elements. Material culture refers to the application of science
and the availability and adequacy of the basic economic, social, and business
infrastructure within a society. The basic economic infrastructure includes
transportation, energy, and communications systems. Social infrastructure consists
of housing, health, and educational systems. Business infrastructure refers to the
facilitating agencies for international businesses such as banks and research firms.
Aesthetics. Aesthetics refers to the sense of beauty and good taste of a
culture. It is expressed in art, the particular symbolism of colors, drama, music,
folklore and dances.
Education. Education can be thought of as how members of a society are
provided with information, knowledge, and skills, both formal and informal.
While the formal educational level of a country can be measured by the literacy
rate, kinds and quantity of schools and their enrollments, the level of the informal
educational system and the quality of the educational system is difficult to assess.
Social institutions. Social institutions affect the ways people relate to each
other. Societal organization can be broken down into two types of institutions;
social unit based on kinship and free associations of individuals. The basic unit
based on kinship is family. The size of family ranges from small, which consists of
parents and children, to extended family which includes grandparents and other
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relatives. On the other hand, associations are formed by individuals with common
interests.

Edward Hall
Edward T. Hall (1976) argued that the cultures of the world can be
distinguished into low-context versus high context cultures. Context is defined as
"the information that surrounds an event." According to Hall’s definition, in low
context culture, "the mass of information is vested in explicit code." On the other
hand, in high-context culture, "most of the information is either in the physical
context or internalized in the person, very little is in the coded explicit transmitted
part of the message (Hall 1976)." While Britain, Germany and United States
operate in low-context culture; Japanese, Chinese and French engage in highcontext culture.

Gosling
The last part of this section examines a single aspect of a culture, i.e., how
to correctly address others by the way they would like to be addressed. The
reason this cultural aspect is discussed in this section is because in the
international business literature, more and more articles are concerned about this
very basic but extremely important business practice. In an article entitled
"What’s in a Name?," Gosling (1985) argued that naming tradition is critical in
order to understand and interact properly with the people from different cultural
backgrounds. Naming tradition refers to the naming system as well as how people
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wish to be addressed. Naming systems differ among cultures. In Chinese society,
the last name always comes first. For example, the name appearing in my
passport is Wang Chen Yee. Wang is the last name, or surname. Chen is the
generation name, and Yee is my "real" first name. U nder the western naming
systems, my name should appear as Yee C. Wang. Because of the differences in
naming systems, too often I am called Mr. Yee.
Although the studies previously mentioned attem pt to use different
approaches to analyze culture, no single approach covers every aspect of a culture.
For example, the framework proposed by Harris and M oran did not include
aesthetics. Even though Hofstede has done some of the most extensive research
in business society to study culture, the four criteria he identified are not
adequate to fully understand a culture. Culture is more than just these four
dimensions. Furthermore, some factors in the frameworks are too general or
cover more than one cultural aspect. For example, Work habit and practices in the
Harris and Moran framework includes both attitude toward work and
achievements. Crinkota, Ronkainen and Moffett include sense of space,
friendship patterns and business agreements in Nonverbal language.
For the purpose of this study and to utilize the framework in the
questionnaire, a broader and more specific framework which covers every
important aspect of a culture is developed. The purpose of the cultural
framework and each cultural factor in the framework are discussed separately in
the following section.
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C ultural Framework and M anagerial Practices
Based on the findings of the studies discussed in the preceding section, a
broader cultural framework, which consists of twenty-one cultural factors, is
developed. This cultural framework serves three purposes. First, the framework
is an attem pt to cover every important aspect of a culture when comparing one to
another. Second, the framework is intended to help managers in the hospitality
industry to understand the cultural differences of employees in order to manage
them effectively. Third, the framework will be used in the questionnaire of this
study to survey a sample of expatriate managers who have cross-cultural
experience. Each factor in this framework is as specific as possible. Designed to
be used in the hospitality industry, some factors such as "Attitude toward
Hospitality Jobs" and "Naming Traditions" are included in this framework.
In the following section, a specific definition of each cultural factor
adopted in this study is provided. The managerial practices, which account for the
understanding and managing of local employees, related to each cultural factor is
discussed.
Aesthetics. Aesthetics refers to a culture’s sense of beauty and good taste.
It is expressed in art, particular symbolism of colors, drama, music, folklore and
dances. This particular factor may not have much direct influence on the
performance and production of local employees. However, knowing aesthetics of
the local culture such as art, music, folklore, and particular symbolism of color
will definitely help expatriate managers better understand their local employees
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because the aesthetics of a culture disclose much about the way of life in a
society.
A ttitude toward Time. This refers to how people from a particular culture
deal with time on an everyday basis. In some cultures time is important. People
are on time and live by schedules, deadlines, and agendas. In others, time is
more flexible. People are more casual and will not be rushed. In the culture
where sense of time is more flexible, employees may come to work late because
of some details of personal business. Managers should be aware of these
situations in advance so that they can take a proactive approach to cope with such
situations.
A ttitude toward Work. This indicates how the people from a certain culture
value work. In cultures where work is viewed as a moral virtue, people are
expected to engage in a desirable and worthwhile activity. The worthwhile activity
is narrowly measured in terms of income produced or job status. In other
societies where work is considered as earning a living, once this has been
obtained, people may stop working and engage freely in other activities such as
music, arts and sports. The single most important aspect affected by this factor is
the working morale of the local employees; and this directly relates to
motivations, promotional systems, planning, and scheduling (Copeland and Griggs
1984, Harris and Moran 1990). In cultures where work is viewed as a moral
virtue, people are more dedicated to their jobs because they know hard work will
be rewarded. In contrast, if work is viewed as something that must be done out of
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necessity to survive, employees have no motivation to work at all. Different
motivational and promotional systems are needed for different cultures, as are
planning and scheduling principles. For example, during the peak season when
extra manpower is necessary, paying overtime wages is not always the best way to
keep employees at work. Therefore, managers should take a proactive approach
in scheduling to cope with these situations in order to avoid any manpower
insufficiencies.
A ttitude toward Achievement. This factor identifies what incentives
motivate employees to work in a certain culture. The significant impact of this
particular factor is reward and promotional systems. It is very important to
identify what type of merit system works best in a certain culture. While some
cultures show more interest in money and advancement, others pay more
attention to honor and dignity.
A ttitude toward Hospitality Jobs. This attitude simply refers to how a society
perceives hospitality jobs. While a hospitality job is considered as a profession in
some cultures, it is perceived as a non-prestigious job in other societies. This
factor directly impacts the work performance of an employee. In those cultures
where hospitality jobs are viewed as professional, employees will view their jobs as
professional careers and take pride in their work. Therefore, they are highly
motivated in their jobs. Meanwhile, if employees perceive hospitality jobs as nonprestigious, they have no commitment in what they do. Thus, the work morale in
the organization environment will be very low, as will work performance.
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Therefore, a specific motivational system is needed for each working environment
to ensure the performance of the local employees.
Verbal Commurtication. Verbal language refers to the major spoken
language as well as dialects in a society. Verbal language is the single most
important factor in communication. Even though English is one of the most
common languages in the world, managers cannot expect every local employee to
speak fluent English. Instead, the ideal situation is that the expatriate managers
are able to communicate in the local major spoken language. This will facilitate
the communications between expatriate managers and local employees.
Non-verbal Communication. In this study, this simply refers to those non
verbal communication means such as gestures, body language and eye contact.
Just as verbal communication, this factor is a significant part of overall
communication. It is almost impossible for expatriate managers to learn and
understand all the non-verbal communication means of another culture.
However, managers should be very cautious when using gesture, body language,'
and eye contact in the daily communication because there are no universals in
non-verbal conrununication. Same gesture may mean different thing to different
cultures. For example, a finger-and-thumb OK sign means "all right" to
Americans, it means money to Japanese, zero to the French, and is grossly
insulting to Brazilians.
Dress and Appearance. Dress and appearance includes the outward
garments, adornments, as well as body decorations such as cosmetics, perfume.
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and after shave lotion. Every hospitality organization requires its employees to
display their best appearance to the guests; however, the local dress and
appearance practices may be taken into consideration. Turbans of Sikhs, member
of a Hindu religion, and head scarves of Muslim women, are just a few examples
of distinctive clothing of local employees (Overman 1994).
Food and Eating Habits. Food includes the manner in which food is
selected, prepared, presented and eaten. Eating habits range from hands, chop
sticks and full cutlery. This factor relates to employee selection. For example,
pork and pork products are prohibited to Muslims and beef is forbidden to
Hindus. W hen selecting employees for a restaurant (e.g. steak house), food and
eating habits of the local culture should be taken into consideration during the
selection process.
High-context versus Low-context Culture. In a high-context culture, language
and communication is indirect. People infer meaning and communication from
non verbal behavior. On the other, in a low-context cultures, everything is "spell
it out." Most of the information is contained explicitly in the words. One of the
significant impacts of this cultural factor to managerial practice is the
performance evaluation. In low-context culture, language and communication is
more direct and everything is getting straight to the point. For example, in the
performance evaluation in a low-context culture, both parties can discuss the
performance of the employee openly without any reserve. Criticism is more direct
and may be recorded formally. An employee is more likely to rebut a poor
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performance evaluation. In contrast, the criticism in the high-context culture is
more subtle and given verbally. A performance evaluation is rarely rebutted by
an employee.
Individualism versus Collectivism. This refers to how people relate to each
other and the responsibility one has to others. Individualistic society is a loose
knit social framework in which people are only responsible for themselves and
their immediate family members. In contrast, collectivist societies are more
socially oriented. People are expected to look after the interests of their in-group,
such as relatives, clans, and organizations. This is very important to
organizational goal setting. In individualistic societies, people are responsible for
themselves and emphasis is placed on pursuing their own goals and
accomplishments. If there is a conflict between the person’s goals and the group’s
goals, the individual’s goals are emphasized and the group’s goals are downplayed.
In collectivist cultures, people are more likely to be concerned about the impact
of their decision on the interest of their groups. If necessary, people will subsume
their personal interest for the good of a group (Brislin 1994, Harris and Moran
1991, Hofstede 1984.)
Material Culture. M aterial culture refers to the application of science and
technology, availability and adequacy of economic infrastructure such as
transportation, energy, and communications systems, social infrastructure such as
housing, health and educational systems, and business infrastructure such as
banking systems and research firms in a society. O ne of the impacts of this factor
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is the acceptance of an automatic service technology, such as a computerized
telephone system, by employees from a culture. One of the managerial practices
that will be impacted by this cultural factor is the training of local employees to
use advanced technology in daily operations. For example, if a multinational
hotel chain wants to implement a new technology in an overseas property, one of
the main concerns is the competence of local employees in handling the
technology. In a modernized society where people are more comfortable with
such high-tech technology, less training is needed. In others, local employees may
not be ready for such advanced technology, thus a more sensitive and unique
training program is needed to train the local employees to be comfortable and
competent with the advanced technology.
M ental Process and Learning. M ental process means how people organize
and process information. For example, some cultures favor linear thinking and
logic, others stress nonlinear thinking. While some cultures emphasize abstract
thinking and conceptualization, others prefer rote memory and learning. This
factor is very crucial for training and development of local employees. Since
different cultures have different approaches to processing information and
learning , for training programs to succeed, the appropriate training methods,
which fit the local mental and learning pattern, should be adapted (Harris and
Moran 1990).
Nam ing Traditions. Name traditions refer to the naming system of a
culture and how people of a culture wish to be addressed. This is very important
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to understand local employees as well as to gain good relationships with them.
First, to understand the naming systems of the local culture, managers can avoid
potential mistakes in terms of name addressing. Second, managers should be
aware of how local employees would like to be addressed. A first name basis
does not work in every culture.
Power Distance. This indicates the extent to which members of a society
accept an unequal distribution of power. This factor determines the relationship
between managers and subordinates and how they relate to each other (Hofstede
1980). In small power distance societies, all individuals should have equal rights
and inequality should be minimized. Managers and subordinates are considered
the same type of person. Superiors are accessible and cooperate closely with their
subordinates. Subordinates are expected to have their own opinions and to
express those opinions freely to their superiors.

In high power distance countries,

managers and subordinates are separated explicitly by various boundaries such as
social status and managers are inaccessible. Power distance will also affect the
decision making pattern. In general, large power distance societies prefer
centralized decisions making processes while small power distance societies want
decisions to be decentralized.
Religion. Religion can be anything beyond the material aspects of life to
which people devote themselves which fills their lives with meaning. Religion
express the spiritual philosophy of a person about important facets of life, as well
as notions about God, Man, and Reality. Major religious holidays and rituals can
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affect employee performance and work scheduling, particularly in the "seven-daya-week, twenty-four-hour-a-day" hospitality industry. Expatriate managers should
understand the beliefs and constraints of the local religion(s) and adapt
managerial practices to them.
Sense o f Self. The self concept of a culture refers to whether the concept
of individuals in a given culture emphasizes independence, uniqueness, and selfdetermination, or interdependence, harmony, and conformity. This factor will
affect the job design, performance evaluation, and reward systems. For example,
in the culture where independence and self-determination is valued, individuals
should be the focus for the job design, performance evaluation, and reward
systems. Such practices are less likely to be applied successfully in a collectivist
culture.
Sense o f Space. Sense of space means the physical distance required
between individuals. In some cultures, people require more physical distance
between each other. In others, people want to be closer. This is an important
factor which will affect the daily interaction and communication with local
employees. Expatriate managers should determine what the comfortable distance
between individuals in the local culture is to avoid any uncomfortable and
embarrassing situations.
Societal Organization. Society organization refers to the ways people relate
to each others. The size of family, a basic institution based on kinship, is the
most common expression of this factor. In most W estern countries, family is
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generally composed of parents and their children. But in most Oriental societies,
family is extended to include relatives by blood and by marriage. One of the
impacts of this factor is the employee reference system. In a society where
kinship is broadly defined (i.e., the size of family is large), members in a family
feel they have a strong obligation to other family members. If there is any
position available in the company, the employees are very likely to recommend
their (extended) family members to apply. Expatriate managers can take
advantage of this social phenomenon to recruit qualified candidates through the
kinship network without high recruiting cost. However, the responsibility and
obligation to other extended family members may be a cause of high absenteeism
(Ball and McCulloch Jr. 1990).
Uncertainty Avoidance. This refers to the extent to which people from a
certain culture feel threatened by uncertain situations. This cultural factor relates
to the formalization of an organization. People within a culture with strong
uncertainty avoidance feel threatened by uncertain situations, and try to avoid
these situations by providing greater career stability, establishing more formal
rules and believing in absolute truths. In order to avoid any ambiguous situations
in such societies, more formal rules and regulations are needed and the
assignment of tasks must be as specific as possible. Thus, there is a need for
Standard operation procedures (SOP) to facilitate daily operations. On the other
hand, people weak in uncertainty avoidance tend to take risks and can tolerate
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uncertainty. Deviant ideas and behaviors are acceptable. Change is considered
an improvement and is acceptable. There should be as few rules as possible.
From the theoretical point of view, the cultural factors in this framework
should cover every important aspects of a culture. As stressed by Harris and
M oran (1991), these twenty one factors are not independent, instead they are all
interrelated.

Cross-cultural Training
This section discusses the general concepts and the research in crosscultural training. In general, cross-cultural training refers to programs that
prepare expatriate managers to live and work in a culture other than their own.
Earley (1990) defined cross-cultural training as "any procedure intended to
increase an individual’s ability to cope and work in a foreign environment."
Seelye (1979) stated that cross-cultural training provides "a framework with which
people can develop skills and acquire the knowledge that increase their ability to
function effectively from the intercultural experience." Cross-cultural training
fosters individuals to be sensitive to, appreciative of and have respect for all
cultures.
The primary purpose of cross-cultural training, according to Seelye, is to
"reduce tensions and build bridges among people of differing cultural
backgrounds." Brislin (1976) stated that cross-cultural training serves the purpose
to encourage constructive and non-stressful interaction between members of
different cultures. Black and Mendenhall (1990) stated that an effective cross-
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cultural training should enable the individual to facilitate effective interaction with
people from different cultures by reducing misunderstanding and inappropriate
behavior. In his recently study, Goodman (1994) stated that the three primary
purposes of cross-cultural training are: (1) to increase awareness of how to
overcome the hidden cultural assumptions that interfere with effective
intercultural interaction, (2) to expand their repertoire of culturally appropriate
behaviors, and (3) to understand how cultural factors impact on job performance.
The primary benefit of cross-cultural training, according to Earley, is to
reduce the culture shock of expatriate managers. Culture shock refers to a
negative emotional phenomenon that impacts a person’s ability to function in a
new cultural environment. This emotional phenomenon is a result of a perceived
difference between how events actually proceed and how they are expected to
proceed (Earley 1990).
The literature in cross-cultural training has revolved in several themes such
as the training for expatriate managers, the effectiveness of cross-cultural training,
the method for cross-cultural training, and the needs of cross-cultural training.
Arvey, Bhagat and Sales (1991) indicated that perhaps the largest literature in
cross-cultural training has developed around training for overseas assignments.
Several studies (M endenhall and Oddou 1985, Runzheimer 1984, Tung 1981)
indicate the amount and kind of training for expatriates is deficient. Tung (1981)
reported that only 32% of U.S. multinational corporations provided any kind of
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training to prepare their expatriate managers for overseas assignments.
Runzheimer (1984) had similar findings in their studies.
W hen cross-cultural training is offered, research showed that most of the
training programs provided by multinational corporations are not comprehensive
in nature. In 1976, Brislin reported that the content of cross-cultural training
provided by the multinational corporations centers on the superfluous, trivial and
obvious. Studies show the situation has not improved much for the last two
decades. Tung (1981) found that most of the cross-cultural training programs still
only emphasize fundamental language training, environmental briefing, and basic
cultural training. Earley’s 1990 study also drew the same conclusion. Earley
reported that many companies consider "a handout detailing the population,
economy, and political system of a country" as cross-cultural training. The
literature mentioned above shows that cultural training is neither the main focus
nor emphasis in cross-cultural training programs.
In research entitled "Cross-cultural training effectiveness: A review and a
theoretical framework for future research," Black and Mendenhall (1990)
evaluated the effectiveness of cross-cultural training. In the study, they examined
the relationship between cross-cultural training and dependent variables of crosscultural skill development, adjustment and performance. After reviewing 29
articles in cross-cultural training, they determined that cross-cultural training
generally has a positive impact on these three dependent variables and is,
therefore, effective. However, they argued that a theoretical framework is needed
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to answer an important question: Why is cross-cultural training effective?
Therefore, they proposed a theoretical framework based on social learning theory
to understand past research and to guide future research in cross-cultural training.
Social Learning Theory (SLT) is one of the most useful frameworks in
understanding organization behavior which encompasses the cognitive and
behavioral learning theories. The reason Black and Mendenhall use social
Learning Theories to understand why cross-cultural training is effective is because
SLT covers aspects of how individuals learn and utilize what they have learned.
The School of Hotel, Restaurant and Institutional Management at
Michigan State University has done extensive research to study expatriate
managers in the hospitality industry. The study surveyed 101 expatriate managers
from 33 different countries. One of the study’s im portant findings is that it
identified the kinds of training expatriate managers actually need when working
overseas. The findings of the study are illustrated in the Table 1.
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Table 1

Mean Scores of Types of Training Recommended by Expatriate
Managers
(5 = Very Im portant
1 = Not at all Important)
A m erican
E x p atriates

O th e r
E xpatriates

Culture Orientation

4.55

4.75

Others

4.50

3.75

Sensitivity to Culture

4.25

4.55

Language

3.90

3.65

Understanding of M oral/R eligious Value

3.85

4.05

Cultural Training for Spouse/C hildren

3.70

3.00

Training for Housing Expectations

3.66

2.90

Cultural Assimilation (Visits before Move)

3.60

4.25

Environm ental/G eographic Training

3.55

3.10

Financial Planning

3.55

2.75

Environm ental/G eographic Training for
Spouse/Children

3.20

2.95

Education about School Systems

3.20

3.25

Language Training for Spouse/C hildren

2.95

3.25

T ra in in g Subject

W hen the respondents were asked to rate, among thirteen different types
of training, what kind of training they would recommend for expatriate managers
assigned overseas, the participants answered that cultural training is the most
important. "Cultural orientation" and "Other" were rated first and second
respectively. In the open-ended "Other" category, many managers stress the
importance of understanding the subtleties of the culture of the country to which
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they are moving.

This finding conveys a very important message. While most of

the cross-cultural training programs focus on language training, the type of
training expatriate managers in the hospitality industry really need is cultural
training.

Summary
This chapter consists a review of the concepts of culture, the characteristics
of culture and the studies of cross-cultural training.

As the result of literature

review, a cultural framework which consists of twenty-one cultural factors is
developed. This cultural framework is an attempt to cover every important aspect
of a culture and is used in the questionnaire of this study. The details of the
questionnaire design and the research methodology will be discussed in the
following chapter.
Cross-cultural training refers to programs which prepare expatriate
managers for overseas assignments. Several studies in business literature found
that the amount and kind of training for expatriates is insufficient. In the
literature of the hospitality industry, cross-cultural training is relatively
unsophisticated. There is a lack of literature related to this topic. However, the
study done by the School of Hotel, Restaurant and Institution Management at
Michigan State University revealed a very important message to both practitioners
and educators. The findings of the study show that while most of the crosscultural training is focused on language training and environmental briefing, the
training expatriate managers needed the most to facilitate their overseas
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assignments is cultural training. The study, however, did not examine what kind
of cultural training is needed for expatriate managers to succeed in overseas
assignments. Therefore, this study attempts to answer this question.
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CHAPTER III

RESEARCH METHODOLOGY

This chapter is a discussion of the research methodology of the study.
First, the research design of the study is discussed. Second, the details of the
questionnaire design are described. Third, the population, sample and sampling
method are discussed. Fourth, the data analysis of the study is discussed. Finally,
a summary of the chapter is provided.

Research Design
The primary purpose of the study was to identify the cultural factors
deemed pertinent to effective cross-cultural management in the luxury
multinational hotel chains in Asia Pacific countries. The research design is
intended to accomplish the purpose of the study.
The study consists of two parts. The first part developed a cultural
framework through literature review. From the theoretical point of view, this
cultural framework was an attem pt to cover every im portant aspect of a culture
for an expatriate manager to understand the employees from different cultural
backgrounds. The second part of the study employed a questionnaire survey to
determine how important each factor in the framework was for expatriate
managers to understand local employees.

41
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Tlie study started with a review of relevant literature from the fields of
anthropology, international business, hospitality management, human resources
management, and cross-cultural training. From the literature review, the research
question was identified. The purpose statem ent and the objective of the study
were identified. As a result of the literature review, a cultural framework which
consists of twenty-one cultural factors was developed. This cultural framework
was an attempt to cover every important aspect of a culture. The primary
purpose of this framework was to be used by expatriate managers to understand
people from different cultural backgrounds.
After a cultural framework was identified, it was important to examine
what the managers who actually experienced cross-cultural interaction think was
important for them to understand and manage the local employees.

A

questiormaire that consists of these cultural factors was designed to survey the
managers. The purpose of the questionnaire survey was to collect relevant data
from individuals with practical experience in cross-cultural management in
multinational hotel chains.
To assure the anonymity of the respondents during the data analysis, the
returned questionnaires were number coded. SPSS was used to compute all
statistical analysis in this study. After calculating all the obtained data, the
findings of th" study are presented and discussed. Conclusions will be drawn
based on the findings of the study. Lastly, recommendations for possible future
study are provided.
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Questionnaire
Questionnaire Design
The purpose of a questionnaire was to collect primary data to fulfill the
objective of the study. In this study, the primary objective of the questionnaire to
determine how important each cultural factor in the framework was for expatriate
managers to understand employees from different cultural backgrounds when they
work overseas.
The questionnaire (Appendix B) of the study consists of three parts. The
first part of the questionnaire was designed to obtain information regarding the
respondents’ attitude on how important each cultural factor is to understand
employees from different cultural background. This part included a list of twenty
one cultural factors which were identified in the previous chapter and an openended "other" factor. This open-ended "other" allows expatriate managers to
express the factor(s) they think is (or are) important but is not included in the list.
Each respondent was asked to rate the importance of each cultural factor in the
framework with regard to understanding and managing the local employees.
Responses were made on a seven-point scale, ranging from 7 ("extremely
important") to 1 ("not at all important").
Part two was to determine to what extent the cultural factors in the
framework are covered by the cross-cultural training programs. The purpose of
this part of the questionnaire is to determine the effectiveness of the current
cross-cultural training programs provided by the multinational hotel chains. More
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specifically, was the cross-cultural training program covering the training which
the managers need?
Part three was comprised of eight demographic items related to
respondents and their organization. These included the location and name of the
organization; position, nationality, gender, years of hospitality industry experience,
years of working overseas, number of countries respondents have been assigned
to, and education of the respondents. One of the purposes of these demographic
items of the respondents was to classify the sample into different subgroups.

Pretest
The questionnaire pretest, or pilot test, is the trial run of a questionnaire.
The purpose of the questionnaire pretest is to determine the validity, clarity, and
general reaction of respondents to the questionnaire (McDaniel Jr. and Gates
1993).
The pretest questionnaire in this study involved the rating on a five-point
scale, ranging from 5 (Extremely Important) to 1 (Not at all Important) of the
respondents’ attitudes on the important of each cultural factor to understanding
employees from a different culture. In this case, the primary purpose of the
questionnaire pretest was to examine whether the wording in the questionnaire
and the way each cultural factor was defined would mislead the respondents. This
would determine, for example, whether respondents would rate "Extremely
Important" or "Not at all Important" to every cultural factor because of the way
cultural factors were defined. A second purpose of pretest was to discover
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whether a five point scale is varied enough to discriminate among responses on
each cultural factor. The questionnaire in this study was pretested by a group of
graduate students in the Hotel College and a group of administrators in the Harry
Reid Center for Environmental Studies at the University of Nevada, Las Vegas.
The average time required by respondents to complete the pretest
questionnaire was 21 minutes. The results of the pretest showed that no
respondent was misled by the wording or the way cultural factors were defined.
However, one common suggestion was that the five-point scale may not be
sensitive enough to measure the attitude of respondents toward each cultural
factor. A broader scale was suggested by the respondents in the pretest.
As a result of the pretest, a seven-point scale was adopted in the final
questionnaire of this study. Two reasons supported this decision. First, a larger
scale is more appropriate to measure the attitude of the respondents. Second,
anticipating that the sample may be not big enough, the larger scale can provide a
more varied and valuable response (McDaniel Jr. and G ates 1993).

Data Collection
Population
The population of interest, is the total group of people from whom the
research needs to obtain information (McDaniel Jr. and Gates 1993). A
population of a study is an all-exclusive group of people operationally defined by
the researcher (Berg and Latin 1994). In this study, the population of interest is
expatriate managers working in luxury hotels in the Pacific Rim area. The reason
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these managers are of interest is because they have cross-cultural interaction
experience when working overseas. Since they have personal experience in this
field, their opinions on this issue are very constructive and valuable to the study.
This study selected multinational hotel chains in the luxury segment because in
the "labor-intensive" luxury hotel business, people, i.e. employees, are more critical
for a hotel to succeed than in the hotels in other segments.

Sample and Sampling
A sample is a representative subset of the population that contains the
essential elements of the population (Berg and Latin 1994). The sampling
method used in this study is judgement sampling. A judgement sample is a
representative sample drawn from the population by the researcher based on
judgement selection criteria (McDaniel Jr. and G ates 1993). In this study, four
countries in the Asia Pacific area were selected based on the judgement that the
expatriate managers who are working in these countries should represent the
population of interest in the study as a whole. Thus, a group of expatriate
managers from Taiwan, Hong Kong, Singapore and Malaysia were drawn as the
sample of the study. The data obtained from the sample will be used to
generalize the whole population of the study.
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D ata C ollection

Survey research in the hospitality industry has consistently reported a very
low response rate. West (1980) reported that the average response rate of the
survey in the hospitality industry was 21%. Litshert and Schaffer (1990) also had
similar findings, reporting an average 26% response rate. The response rate in
the international survey is even lower (McDaniel Jr. and G ates 1993). Because of
the low response rate in the hospitality research projects, a different approach was
implemented in this study to get more responses in the limited period of time.
The questionnaire was distributed to the target respondents by an
individual in the target countries. First, the directors of Human Resources of
target hotels were approached to determine whether or not the hotel would be
willing to participate in the study. If the hotel was willing to participate in the
study, the Director of Human Resources was asked how many expatriate
managers were working in the hotel. Then, the expatriate managers were
approached personally to determine whether they would be interested in
participating in the research. If the manager agreed, a self-administrated
questionnaire and a cover letter were distributed to the expatriate manager. The
primary purpose of the cover letter was to explain the purpose of the study and to
assure the anonymity of the response.

Data Analysis
The data analysis procedures in this study consisted of the process of
coding, entering, and analyzing the obtained data using SPSS program. First, all
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the usable questionnaires were number coded to assure the anonymity of the
respondents during the analysis process. Second, all obtained data was entered
into a personal computer using SPSS program. To affirm the accuracy of the data
entry, all entered data was edited by a graduate student in the Hotel College in
the University of Nevada, Las Vegas. All statistical analysis was done using SPSS
for Windows 6.1 version.
For the rating of cultural factors, mean, standard deviations, frequencies,
and percentages of each cultural factor were calculated. Based on the mean and
standard deviation, the cultural factors were classified into three subgroups;
"Most Important," "Average Important," and "Not Important." The frequencies
and percentage were determined for each cultural factor to determine to what
extent each cultural factor is covered by the training program. The relationship
between the importance of each cultural factor and the extent to which each
cultural factor was covered in the cross-cultural training was also examined. For
demographic variables, frequencies and percentage were calculated. The
demographic information of the respondents, was used to divide the sample into
subgroups in order to compare the responses among subgroups.
Reliability of a study refers to the accuracy of the measuring instrument
applied in the study. In other words, a reliable measurement is free of random
error, thus providing consistent data. According to McDaniel Jr. and Gates
(1993), there are three ways to assess reliability: test-retest, equivalent forms, and
internal consistency. In this study, the Cronbach Alpha Coefficient, a method
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which calculates the mean reliability coefficient, was used to determine the
internal consistency of the attitude scale for all responses. Internal consistency is
to assess the ability to produce similar results using a different sample to measure
a phenomenon during the same time period.

Summary
This chapter consists a discussion of the research design, questionnaire,
population of interest, sample and sampling method, and data analysis of the
study. This study was designed to accomplish the purposes of the study from both
theoretical and practical perspectives. Through the literature review, a cultural
framework with twenty-one cultural factors was identified. From the theoretical
point of view, the cultural factors in the framework should cover every important
aspect of a culture. The purpose of the questionnaire was to obtain opinions from
the managers who have practical cross-cultural experience.
The population of the study is expatriate managers in the hospitality
industry working in the Asia Pacific area. The sample of the study was a group of
26 expatriate managers working in Hong Kong, Taiwan, Malaysia and Singapore.
To assure the anonymity of respondents, the returned questionnaires were number
coded so that anonymity could be maintained during analysis. All statistical
analysis in the study was done using SPSS.
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CHAPTER IV

DATA ANALYSIS

This chapter covers the data analysis and includes a discussion of the
survey findings in the study. First, the characteristics of the sample are discussed.
These included the size of the sample and the demographic items of the sample.
Second, the rating of the cultural factors is determined. Third, the extent to
which cultural factors in the framework are covered in the cross-cultural training
programs is discussed. Finally, the chapter contains a discussion of the
relationship between the rating of cultural factors and training of these cultural
factors.

Characteristics of the Sample
This section presents the demographic variables of the sample. The
population of interest of the study was expatriate managers of luxury hotels
working in the Asia Pacific region. As discussed in the previous chapter, due to
the consistently low survey response rate for research in the hospitality industry,
this study took a different approach to increase the responses in the survey.
Instead of mailing the questionnaire to the target respondents, they were
contacted by surveyors personally. The response rate of the study was based on
the willingness of the hotels and managers to participate in the study.

50
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Approximately 70 expatriate managers were approached, and 26 valid responses
were obtained. Therefore, the approximate response rate of the study was 37.1%
(26 out of 70).
In this study, the Cronbach Alpha Coefficient was used to determine the
reliability of the responses. Tlie general acceptable alpha value is 0.80 (Carmines
and Zeller 1979). The alpha value of this study was 0.82. Thus, the survey of the
study was reliable.
Of the 27 returned questionnaires in the survey, 26 were usable. One
response was invalid because the participant did not complete all the questions in
the first part of the questiormaire. The remaining 26 respondents were working
with six different luxury international hotel chains in four different countries
(Table 2). As Table 3 shows, of these 26 managers, 7 were working in Taiwan, 8
in Hong Kong, 6 in Malaysia, and 5 in Singapore.
The nationalities of the sample in the study were diverse. Table 4 shows
that the participants in this study were originally from 14 different countries on 4
different continents. O f the 26 respondents, 5 were American, 3 were Canadian, 4
were European, 2 were Australian, and 12 were Asian. Nineteen of the
respondents were male and 7 were female (Table 5). Twenty-four out of 26
managers participating in this survey reported that they had at least completed a
college degree. Eleven respondents stated that they had some kind of hotel
degree, 7 had a business degree, 6 had other college degrees, and 2 had a high
school diploma (Table 6).
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Table 2

Dispersion of Sample Anonymous Hotel Chain
Frequency

Percentage

A H otel Chain

12

462%

B H otel Chain

5

19.2%

C H otel Chain

3

11.5%

D H otel Chain

2

%7%

E H otel Chain

3

11.5%

F H otel Chain

1

3^96

26

100%

Hotel Organization

Total

Table 3

Country where Respondents Worked at Time of Survey
Country

Frequency

Percentage

Taiwan

7

26.9%

Hong Kong

8

3&89&

Malaysia

6

23T%

Singapore

5

19.2%

Total

26

100%
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Table 4

Nationality of Respondents
Frequency

Percentage

United States

5

19.2%

Canada

3

11.5%

Switzerland

2

%7%

British

1

3^96

Germany

1

3^9%

Australia

2

7J%

Malaysia

3

11.5%

Singapore

3

11.5%

China

1

3.8%

Japan

1

3.8%

Taiwan

1

3.8%

Hong Kong

1

3.8%

India

1

3^9%

Indonesia

1

3.8%

26

100%

Nationality

Total

Table 5

G ender of Respondents

Gender

Frequency

Percentage

Female

7

26.9%

Male

19

73.1%

26

100%

Total
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Table 6

Education of Respondents
Frequency

Percentage

Hotel Degree

11

4Z39&

Business Degree

7

26.9%

O ther College Degree

6

23.1%

High School

2

7J%

26

100%

Highest Education

Total

While Table 7, Table 8, and Table 9 show the details of the work
experience of the respondents, Table 10 summarizes their experience.
Participants in this study were very experienced. The average working experience
in the hospitality industry was 11.19 years. Fourteen of the 26 managers had
more than ten years experience in the hospitality industry. The most experienced
respondent had 21 years working experience in the hospitality industry, and the
least experienced manager had been working in the industry for three years. The
average years of working overseas was 7.31 and the average number of countries
these managers have been assigned to is 3.12. Sbcteen managers participating in
the survey had at least 6 years experience working overseas and 15 of them had
worked in more than 2 countries. The most experienced "expatriate" manager had
worked in 6 different countries for more than 17 years. As Table 11 shows, the
job title of the respondents were very diverse, ranging from the Vice President of
Operations in Asia Pacific division of a hotel chain to the manager of a training
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department. Such a diversity in the positions of the respondents should enhance
the representation of the sample.

Table 7

Table 8

Years Working Experience in the Hotel Industry

Year

Frequency

Percentage

U nder 6

1

3a9&

6 - 10

11

4Z39&

11 - 15

10

3&59&

16 - 20

3

11.5%

Over 20

1

3^9%

Total

26

100%

Years of Working Overseas
Years

Frequency

Percentage

U nder 3

2

7.7%

3-8

16

6L5%

9 - 13

6

23T9&

Over 13

2

7J%

Total

26

100%
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Table 9

Number of Countries Respondents Assigned

No. of Country

Frequency

Percentage

1

2

%7%

2

9

34j9&

3

5

19.2%

4

6

23.1%

5

2

7.7%

6

2

7.7%

Total

26

100%

Table 10

Summary of Working Experience of Sample

Items
Years in the Hospitality Industry

Mean

Standard
Deviation

11.19

4.25

Years Working Overseas

7.31

4.05

Number of Countries Assigned

3.12

1.40
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Table 11

Job Title of the Respondents
Frequency

Percentage

General M anager/Resident Manager

5

19.2%

V .P./Director of Sales & Marketing

4

15.4%

V.P./Director of Human Resources

3

11.5%

V.P. of Operations

2

7J%

Exec A.M ./Director of Food & Beverage

4

15.4%

Comptroller

1

3.8%

Rooms Executive /M anager

3

11.5%

Chief Engineer

1

3.8%

Front Office Manager

1

18%

Executive Housekeeping

1

18%

Training Manager

1

ia %

26

100%

Job Title

Total

Siihgrouping Sam ple

Based on the demographic information obtained from the respondents, the
sample of the study was divided into several subgroups. The first grouping
divided the respondents into "Western Culture" and "Eastern Culture", based on
their cultural backgrounds. The respondents from the United States, Canada,
Britain, Switzerland, Germany and Australia were considered as coming from
"Western Culture;" the respondents from Asian countries such as Taiwan, Hong
Kong, China, Japan, Malaysia, Singapore, Indonesia, and India were considered
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under "Eastern Culture." Under these groupings, 14 participants were "V^estem
Culture" and 12 were "Eastern Culture."
The second subgrouping method was by overseas working experience. The
basis of categorization for this grouping was the num ber of countries to which the
manager had been assigned. On the basis of responses in this method, the sample
was further divided into two groups; managers who have worked in two countries
or less, and managers who have worked in three or more countries. The first
group of managers were considered as "Newly Expatriate" because they had
relatively less experience in working overseas. On the other hand, the other
group was labeled as "Experienced Expatriate." The reason for such a grouping
was to determine whether the overseas experience of an expatriate manager was a
factor affecting the rating of the cultural factors.
The third subgrouping method was by the gender of the respondents;
female or male. In this study, 7 respondents were female and 19 respondents
were male. The purpose of this grouping was to determine whether managers of
a different gender perceive cultural factors differently. One-way Analysis of
Variance (ANOVA) was used to determine the significant differences among
subgroups.

Rating of C ultural Factors
In the first part of the questionnaire, respondents were asked to rate each
cultural factor on a seven-point scale; ranging from 7 (Extremely Important) to 1
(Not at all Important). The mean and standard deviation of the rating of cultural
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factors were showed in Table 12; the frequency distribution of the rating of
cultural factors was presented in Table 13. Based on the rating (mean and
standard deviation), the cultural factors can clearly be distinguished into three
different groups. The first group of factors were labeled as "Most Important."
The means of these factors were at least 5.00 and above. The second group was
labeled as "Moderately Important." The means of the factors in this group were
between 4.99 to 4.00. The last group was labeled as "Least Important." The
means of these factors were below 4. U nder such a grouping, 6 factors were
categorized as "Most Important," 8 factors as "Moderately Important" and 7 factors
were "Least Important."
Only 2 out of 26 respondents answered the open-ended "others" section.
One respondent indicated "Social Habits" of a culture were important in
understanding employees from different cultures. A nother respondent believed
that "history" of a culture was important for a manager to understand local
employees.
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Table 12

Mean and Standard Deviation of Rating of Cultural Factors
7 = Extremely Important 1 = Not at all Important

M ean

Standard
Deviation

A ttitude toward Achievement

5.65

1.13

A ttitude toward Work

5.50

1.03

High vs Low-context Culture

5.35

1.29

Sense of Self

5.31

1.16

A ttitude toward Hospitality Jobs

5.27

1.31

Power Distance

5.08

1.29

A ttitude toward Time

4.77

1.21

M

Religion

4.69

1.23

O

V erbal Communication

4.69

1.41

D

Uncertainty Avoidance

4.62

1.39

E

M ental Process and Learning

4.58

1.21

R

Individualism vs Collectivism

4.19

1.47

A

Non-Verbal Communication

4.08

1.23

T

Naming Traditions

4.04

1.82

E

M aterial Culture

3.77

1.86

Food and Eating Habits

3.73

1.40

Masculinity vs Femininity

3.31

1.01

Dress and Appearance

3.15

1.80

Aesthetics

3.12

1.48

Sense of Space

3.08

1.44

Societal Organization

2.96

1.43

Cultural Factor

SubGroup

M
O
S
T

L
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T ab le 13

F requency D istrib u tio n of R a tin g of C u ltu ral F acto rs o f R esponses
7 = E xtrem ely Im p o rta n t 1 = N o t a t all Im p o rtan t

Frequency
Cultural Factor
4

5

7

6

Attitude toward Achievement

6

10

7

1

2

_

_

Attitude toward Work

4

10

8

3

1

.

-

High vs Low-context Culture

3

12

5

5

•

-

1

Sense of Self

4

9

5

7

1

•

-

Attitude toward Hospitality Jobs

4

10

4

6

1

Power Distance

2

9

9

3

1

2

Attitude toward Time

3

3

8 10

1

1

Religion

.

7 10

5

3

.

1

Verbal Communication

2

7

6

4

6

1

_

Uncertainty Avoidance

2

5

7

8

1

3

_

Mental Process and Learning

1

5

8

7

4

1

Individualism vs Collectivism

1

5

4

8

5

2

3

7

9

3

4

Non-Verbal Communication

5

2

1

1

-

_

_

1

Naming Traditions

1

5

7

4

3

2

4

Material Culture

1

6

1

8

2

4

4

Food and Eating Habits

3

5

6

8

2

2

Masculinity vs Femininity

1

1

9

9

6

Dress and Appearance

2

6

5

2

3

8

3

6

7

5

4

1

3

7

6

4

5

3

1

2

8 10

2

Aesthetics

1

Sense of Space
Societal Organization

-
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Comparing rating of cultural factors between subgroups
Table 14 illustrates the rating of cultural factors by managers from two
different cultural backgrounds. While the statistical analysis showed no significant
differences in the rating for any cultural factor between two groups of managers,
the responses do imply slightly different perceptions in some factors between
groups. The rating of cultural factors by managers from "Western Culture" was
generally consistent with the overall rating. The rating by managers from "Eastern
Culture" was slightly different. One of the differences in the comparison was that
Eastern managers believed that "Religion" and "Verbal Communication" were
more important than "Power Distance" for expatriate managers to understand
employees from a particular culture.
Table 15 presents the rating of cultural factors by the experience of
managers. Table 16 illustrates the result of ANOVA of "Nonverbal
Communication" by the experience of the respondents. At a 0.05 level of
confidence, the critical value of F with 1 and 24 degrees of freedom was 4.26.
The calculated f-value showed in Table 16 was 4.4925, greater than the table
value. Thus, the statistical analysis showed that "Nonverbal Communication" was
significantly different in the ratings of "Newly Expatriate" versus "Experienced
Expatriate." In this study, the managers with less overseas experience perceived
that "Nonverbal Communication" was more important for them to understand
employees from different cultural backgrounds. In addition, these two groups of
managers also perceived differently in rating of cultural factors. The managers
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who worked in less than three countries thought the three most important factors
to understand local employees were "Attitude toward Achievement," "Attitude
toward Work," and "High-context versus Low-context Culture." However, the
managers who had more overseas experience believed that "Sense of S e lf of the
people of a culture was as important as "Attitude toward Achievement" to
understand local employees, followed by "Attitude toward Work" and "Attitude
toward Hospitality Jobs." "Newly" expatriate managers believed that "Sense of
Space" was the least important factor to understand employees from a different
culture. More experienced managers rated "Dress and Appearance" as the least
important factor.
Table 17 shows the rating of cultural factors by the gender of respondents.
Female and male managers also have different priorities in terms of rating of
cultural factors, even though the statistical analysis showed no significant
differences in any cultural factors between these two groups of managers. One of
the substantial differences in the rating of the cultural factors is that, from the
female managers’ point of view, "Sense of Self," "Religion," and "Verbal
Communication" were more important than "High-context versus Low-context
Culture" and "Attitude toward Hospitality Jobs" in order to understand local
employees.
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Table 14

Mean and Standard Deviation of Rating of Cultural Factors by the
Cultural Backgrounds of Respondents

Overall

W estern
Culture

Eastern
Culture

Mean

Std
Dev

Mean

Std
Dev

Mean

Std
Dev

Attitude toward Achievement

5.65

1.13

5.71

1.14

5.58

1.16

Attitude toward Work

5.50

1.03

5.43

0.85

5.58

1.24

High vs Low Context Culture

5.35

1.29

5.43

1.09

5.25

1.54

Sense of Self

5.31

1.16

5.29

1.27

5.33

1.07

Attitude toward Hospitality
Jobs

5.27

1.31

5.43

1.34

5.08

1.31

Power Distance

5.08

1.29

5.21

1.42

4.92

1.16

Attitude toward Time

4.77

1.21

4.86

1.56

4.67

0.65

Religion

4.69

1.23

4.36

1.28

5.08

1.08

Verbal Communication

4.69

1.41

4.29

138

5.17

134

Uncertainty Avoidance

4.62

1.39

4.43

1.65

4.83

1.03

Mental Process and Learning

4.58

1.21

4.71

1.07

4.42

138

Individualism vs Collectivism

4.19

1.47

4.36

1.55

4.00

1.41

Non-Verbal Commimication

4.08

1.23

3.86

1.35

4.33

1.07

Naming Traditions

4.04

1.82

3.71

1.82

4.42

1.83

Material Culture

3.77

1.86

3.64

2.10

3.92

1.62

Food and Eating Habits

3.73

1.40

3.71

1.33

3.75

1.54

Masculinity vs Femininity

3.31

1.01

3.57

1.09

3.00

0.85

Dress and Appearance

3.15

1.80

3.00

2.04

3.33

1.56

Aesthetics

3.12

1.48

3.29

1.73

2.92

1.17

Sense of Space

3.08

1.44

2.71

1.38

3.50

1.45

Societal Organization

2.96

1.43

3.07

1.64

2.83

1.19

Cultural Factor
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Table 15

Mean and Standard Deviation of Rating of Cultural Factors by the
Number of Countries Managers Assigned

N<2

O verall
C u ltural F a c to r

Std

Std
M ean

N>3

Dev

M ean

Dev

Mean

Std
Dev

Attitude toward Achievement

5.65

1.13

5.73

1.42

5.60

0.91

Attitude toward Work

5.50

1.03

5.45

1.13

5.53

0.99

High vs Low context Culture

5.35

1.29

5.36

1.03

5.33

1.50

Sense of Self

5.31

1.16

4.91

1.30

5.60

0.99

Attitude toward Hospitality Jobs

5.27

1.31

4.91

1.38

5.53

1.25

Power Distance

5.08

1.29

5.27

1.42

4.93

1.22

Attitude toward Time

4.77

1.21

4.55

1.04

4.93

1.33

Religion

4.69

1.23

4.45

1.51

4.87

0.99

Verbal Communication

4.69

1.41

4.91

1.14

4.53

1.60

Uncertainty Avoidance

4.62

1.39

4.45

1.21

4.73

1.53

Mental Process and Learning

4.58

1.21

4.73

1.27

4.47

1.19

Individualism vs Collectivism

4.19

1.47

4.55

0.93

3.93

1.75

Non-Verbal Communication

4.08

1.23

4.64

1.29

3.67

1.05

Naming Traditions

4.04

1.82

4.45

1.81

3.73

1.83

Material Culture

3.77

1.86

4.00

1.79

3.60

1.96

Food and Eating Habits

3.73

1.40

3.45

0.82

3.93

1.71

Masculinity vs Femininity

3.31

1.01

3.45

1.21

J.20

0.86

Dress and Appearance

3.15

1.80

3.73

1.56

2.73

1.91

Aesthetics

3.12

1.48

2.91

1.22

3.27

1.67

Sense of Space

3.08

1.44

2.73

1.80

3.33

1.11

Societal Organization

2.96

1.43

3.00

1.41

2.93

1.49
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Table 16

ANOVA Table for Non-verbal Communication by Number of
Countries Respondents Assigned
Degree
of
Freedom

Sum
of
Squares

Mean
Squares

F Ratio

1

5.9674

5.9674

4.4925

Within Groups

24

31.8788

1.3283

Total

25

37.8462

Source
Between
Groups
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Table 17

Mean and Standard Deviation of Rating of Cultural Factors by the

Overall

Female

Male

Mean

Std
Dev

Mean

Std
Dev

Mean

Std
Dev

Attitude toward Achievement

5.65

1.13

5.43

1.51

5.74

0.99

Attitude toward Work

5.50

1.03

5.29

1.38

5.58

0.90

High vs Low context Culture

5.35

1.29

4.86

1.86

5.53

1.02

Sense of Self

5.31

1.16

5.86

1.21

5.11

1.10

Attitude toward Hospitality
Jobs

5.27

1.31

4.57

1.13

5.53

1.31

Power Distance

5.08

1.29

5.43

1.62

4.95

1.18

Attitude toward Time

4.77

1.21

4.57

0.79

4.84

1.34

Religion

4.69

1.23

5.14

0.90

4.53

1.31

Verbal Communication

4.69

1.41

5.00

1.53

4.58

1.39

Uncertainty Avoidance

4.62

1.39

4.86

0.70

4.53

1.58

Mental Process and Learning

4.58

1.21

4.86

1.22

4.47

1.22

Individualism vs Collectivism

4.19

1.47

4.29

1.60

4.16

1.46

Non-Verbal Commtmication

4.08

1.23

4.00

1.29

4.11

1.24

Naming Traditions

4.04

1.82

3.86

1.68

4.11

1.91

Material Culture

3.77

1.86

4.29

1.89

3.58

1.87

Food and Eating Habits

3.73

1.40

3.43

1.40

3.84

1.42

Masculinity vs Femininity

3.31

1.01

3.57

1.51

3.21

0.79

Dress and Appearance

3.15

1.80

3.71

1.50

2.94

1.90

Aesthetics

3.12

1.48

3.00

1.53

3.16

1.50

Sense of Space

3.08

1.44

3.71

1.98

2.84

1.17

Societal Organization

2.96

1.43

3.71

1.38

2.68

1.38

Cultural Factor
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Training in C ultural Factors
Overall, 37.7% of the factors in the cultural framework were covered in the
cross-cultural training provided to the participants in this study. As presented in
Table 18, the cultural factor covered most frequently in the cross-cultural training
programs was "religions." This factor was covered in 65.4% (17 of 26) of the
training programs provided by the multinational hotel chains. This factor was
followed by "Attitude toward Work," "Power Distance," "Attitude toward
Achievement," and "Sense of Self." All of these cultural factors were covered by
more than 50% of the training programs of the participants in this study. The
cultural factor covered the least in the training programs was "Naming Traditions."
Only two participants claim they had been trained in this factor. The other two
factors receiving relatively little attention from the hotel chains were "Dress and
Appearance" and "Masculinity versus Femininity" of a culture. Both of these
factors were covered by 11.5% (3 of 26) of the training programs.
For the open-ended question, 2 out of 26 respondents reported they had
been trained in cultural factors other than those in the cultural framework. One
respondent claimed that "Social Activities outside of Work" was covered in his
training program. Another participant reported that "History" of the country was
part of his cross-cultural training.
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Table 18

Percentage and Frequency of Cultural Factor Covered in Training
Programs
Percent

Frequency

Religion

65.4%

17

Attitude toward Work

61.5%

16

Power Distance

61.5%

16

Attitude toward Achievement

57.7%

15

Sense of Self

57.7%

15

Attitude toward time

46.2%

12

Verbal Communication

46.2%

12

Attitude toward Hospitality Jobs

38.5%

10

High-content vs Low-content Culture

38.5%

10

Non-verbal Communication

38.5%

10

Food and Eating Habits

34.6%

9

Mental Process and Learning

34.6%

9

Material Culture

34.6%

9

Individualism versus Collectivism

34.6%

9

Sense of Space

30.8%

8

Societal Organization

26.9%

7

Aesthetics

26.9%

7

Uncertainty Avoidance

23.1%

6

Dress and Appearance

11.5%

3

Masculinity vs Femininity

11.5%

3

%7%

2

Cultural Factor

Naming Traditions
Average

37.7%
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After presenting the overall training of the cultural factors, the next step
was to examine how many factors perceived as important by respondents were
covered in their training program. Table 19 presents a comparison of the rating
of cultural factors and the frequency of inclusion of various factors in the content
of cross-cultural training programs provided by multinational hotel chains. The
coverage of cultural factors in the training programs closely match the ratings by
respondents in this study. This suggests that the cultural factors which expatriate
managers thought were more important coincided with subjects covered in their
cross-cultural training programs. For example, the six cultural factors which
ranked as "Most important" by the respondents in this study v/ere covered by
52.57% of the cross-cultural training programs provided to expatriate managers.
The eight cultural factors rated as "Average Important" were covered by 37.04%
of training programs. Only 25.26% of the cultural factors in the "Not Important"
category were covered in the training programs.
Comparisons of the cross-cultural training programs received by various
groups of managers do not indicate significant differences (Table 20). While
cultural factors were covered by 37.8% of the training programs provided to
W estern managers, these factors were covered by 37.7% of the cross-cultural
training programs for Eastern managers. However, the kinds of cultural training
provided to these two groups of managers were substantially different. The
factors covered in most training programs for Western managers were "Attitude
toward Achievement," followed by "Religions," "Power Distance," and "Sense of
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Self." O n the other hand, the priority of cultural factors in the cross-cultural
training programs provided to Eastern managers were "Religions," "Attitude
toward Work," "Power Distance," and "Verbal Communication."
W hen comparing the cultural factors covered by the cross-cultural training
provided to the participants in this study to their overseas experience, a general
finding was that the more countries to which the managers have been assigned,
the more training they have received (Table 21). For the group of managers who
worked in two overseas countries or less, their training programs covered only
31% of cultural factors identified in this study. On the other hand, the training
programs provided to the more experienced expatriate managers covered 42.5%
of the cultural factors.
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Table 19

Compared Rating of Cultural Factors to the Training Covered of
Cultural Factor

Mean

Percentage

Attitude toward Achievement

5.65

57.7%

Attitude toward Work

5.50

6L5%

High vs Low-context Culture

5.35

3&59&

Sense of Self

5.31

57.7%

Attitude toward Hospitality Jobs

5.27

3&596

Power Distance

5.08

6L5%

Attitude toward Time

4.77

46.2%

Religion

4.69

65.4%

V erbal Communication

4.69

46.2%

Uncertainty Avoidance

4.62

23.1%

M ental Process and Learning

4.58

34.6%

Individualism vs Collectivism

4.19

34.6%

Non-Verbal Communication

4.08

3&59&

Naming Traditions

4.04

7.7%

M aterial Culture

3.77

34.6%

Food and Eating Habits

3.73

34.6%

Masculinity vs Femininity

3.31

11.5%

Dress and Appearance

3.15

11.5%

Aesthetics

3.12

2&9%

Sense of Space

3.08

3&89&

Societal Organization

2.96

26.9%

Cultural Factor
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Group

52.6%

37.0%

25.3%

73
T ab le 20

P ercen tag e of C u ltu ral F a c to r C o v ered in T rain in g Program s

O verall

W estern

E a ste rn

Relicions

65.4%

6439&

66.7%

A ttitude toward Work

6L5%

57196

66.7%

Power Distance

6L5%

64.3%

58396

A ttitude toward Achievement

57.7%

78.6%

33.3%

Sense of Self

577%

64.3%

50.0%

A ttitude toward time

46.2%

50.0%

41.7%

Verbal Communication

46.2%

35.7%

58.3%

A ttitude toward Hospitality Jobs

38.5%

50.0%

33396

High vs Low Content Culture

38.5%

28.6%

50.0%

Non-verbal Communication

38.5%

28.6%

50.0%

Food and Eating Habits

34.6%

28.6%

41.7%

M ental Process and Learning

34.6%

28.6%

41.7%

M aterial Culture

34.6%

21.4%

50.0%

Individualism versus Collectivism

34.6%

35.7%

33.3%

Sense of Space

3&8%

28.6%

33.3%

Societal Organization

26.9%

3&7%

16.7%

Aesthetics

26.9%

28.6%

25.0%

Uncertainty Avoidance

23.1%

28.6%

16.7%

Dress and Appearance

11.5%

21.4%

0.0%

Masculinity vs Femininity

11.5%

7196

16.7%

Naming Traditions

7J^&

7196

8396

37 7%

. 37 8%

------ 377%

C ultural F acto r

—

----------------------Average------------------------

-
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Table 21

Percentage of Cultural Factor Covered in Training Programs
(by the Number of Countries Manager is Assigned)

Overall

N<2

Religions

65.4%

72.7%

60.0%

Attitude toward Work

6L5%

45.5%

73.3%

Power Distance

6L5%

63.6%

60.0%

Attitude toward Achievement

57.7%

45.5%

66.7%

Sense of Self

5 77%

45.5%

66.7%

Attitude toward time

462%

18.2%

66.7%

Verbal Communication

462%

45.5%

46.7%

Attitude toward Hospitality Jobs

38^96

18.2%

60.0%

High vs Low Context Culture

3&5%

27.3%

46.7%

Non-verbal Communication

3&5%

45.5%

33.3%

Food and Eating Habits

34.6%

27.3%

40.0%

Mental Process and Learning

34.6%

36.4%

33.3%

Material Culture

346%

36.4%

33.3%

Individualism versus Collectivism

34.6%

27.3%

40.0%

Sense of Space

30.8%

27.3%

33.3%

Societal Organization

26.9%

36.4%

20.0%

Aesthetics

26.9%

0.0%

46.7%

Uncertainty Avoidance

233%

0.0%

40.0%

Dress and Appearance

11.5%

18.2%

62%

Masculinity vs Femininity

11.5%

9396

13.3%

Naming Traditions

7.7%

9396

62%

37.7%

31.2%

42.5%

Cultural Factor

Average

N sj
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Summary
This chapter has presented information about the sample of this study.
The demographic characteristics of the respondents showed that the participants
in this study were working with six luxury multinational hotel chains in four
different countries. These managers came from fourteen different countries. They
are very experienced and highly educated. Even though the sample of the study
was a group of twenty-six managers, the diversity in their backgrounds should
enhance the generalization of the study.
The statistical tests showed no significant differences between the rating of
cultural factors between managers from different cultural backgrounds and
gender. The statistical analysis also showed that the rating of "Nonverbal
Communication" was significantly different between managers with less overseas
experience than the managers with more overseas experience.
Regarding the context of the cross-cultural training for the participants in
this study, the results showed that 37.7% of the cultural factors were covered in
their cross-cultural training. Surprisingly, every respondent claimed they received
at least some kind of cultural training during their preparation for overseas
assignments.
Finally, the comparison of the rating of cultural factors and the coverage of
those factors showed that current cross-cultural training programs were somewhat
effective in general. However, the results also reported that several cultural
factors received relatively little attention by multinational hotel corporations.
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CHAPTER V

DISCUSSION, CONCLUSIONS AND RECOMMENDATIONS

This chapter covers a discussion of the major findings of this study,
provides the conclusions of the study, and suggestion for possible directions of
future research.

Discussion
The purpose of this section was to discuss the implications and to interpret
the major findings of the study presented in the previous chapter.

Rating of Cultural Factors
As presented in Table 12, the cultural factors expatriate managers in the
hospitality industry believe were most important for them to understand local
employees were "Attitude toward Achievement," followed by "Attitude toward
Work," "High-context versus Low-context Culture," "Sense of Self," "Attitude
toward Hospitality Jobs," and "Power Distance." O f these six cultural factors,
"High-context versus Low-context Culture" deals with communication, the other
five factors were work related. For example, "Attitude toward Work" and
"Attitude toward Hospitality Jobs" of a culture directly influence work morale and
performance in an organization; "Attitude toward Achievement" and "Sense of
S elf of culture relate to the promotion and reward systems in an organization.
76
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Furthermore, "Power Distance" impacts the relationship between superiors and
subordinates. One common characteristic of these six cultural factors was that
they were not easily noticed by foreigners.
O n the other hand, the participants in the study believed that "Societal
Organization," "Sense of Space," and "Aesthetics" of a culture were the three least
important factors to understand the local employees, followed by "Dress and
Appearance," "Masculinity versus Femininity," "Food and Eating Habits," and
"Material Culture." Unlike the factors in the "Most Important" category, these
factors were more accessible and easier to notice. For example, "Material
Culture" of a culture such as the economic infrastructure, social infrastructure and
business infrastructure of a country, can be obtained from the general information
provided by the government brochure. O ther factors such as "Sense of Space,"
"Food and Eating Habits," and "Aesthetics" were more apparent and easy to learn.

Training in Cultural Factors
According to the literature review, "Language" training was the most
common training provided to the expatriate managers in their cross-cultural
training programs. However, the results of this study showed that "Verbal
Communication" of a culture was rated as ninth in importance, and was classified
into the "Moderate Important" category.
As illustrated in Table 21, the participants in this study reported that,
overall, the factors in the cultural framework identified in this study were covered
in 37.7% of the training programs provided by the multinational hotel chains.
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While previous studies showed that only about 40% of multinational corporations
provided cross-cultural training to their expatriate managers, the findings of this
study revealed a different result. The participants in this study reported they
received at least some kind of cultural training from their companies. This
implied that current cross-cultural training provided by the multinational hotel
chains was more sophisticated than that of other industries.

The Effectiveness of Current Cross-cultural Training Program
Regarding the relation between the importance of the cultural factors and
the degree to which the cultural factors were covered in the training programs,
the results of the study showed that this relation is consistent. More specifically,
the cultural factors the managers perceived as more important were covered more
in their training programs. Table 21 shows that the cultural factors which were
classified as "Most Important" were covered in 52.57% of cross-cultural training
programs. Cultural factors categorized as "Moderately Important" were covered
by 37.04% of the training programs. Only 25.26% of the "Least Important"
cultural factors were covered in training programs. This implied that the crosscultural training programs provided to expatriate managers basically fulfilled the
needs of the managers.
However, there were several cultural factors which were categorized as
"Most Important" but which received relatively little attention from hotel
corporations. These factors are "High-context versus Low-context Culture" and
"Attitude tov/ard Hospitality Jobs." Another factor receiving little attention from
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the hotel chains which was categorized as "Moderately Important" was "Naming
Traditions." Only two participants in the study reported that they received such
training in their training programs. One interpretation of the finding was the lack
of awareness of these cultural factors in the hospitality industry. For example, no
previous study in the hospitality literature has discussed the importance of
"Naming Traditions" and "Attitude toward Hospitality Jobs."
The cultural factor covered in most cross-cultural training of the
participants was "Religions," 65.4% of the training programs. One explanation of
this result is the proliferation of Asian Religions. As mentioned by Ball and
McCulloch Jr. (1990), there are eight best-known religions in Asia. They are
Hinduism, Buddhism, Jainism, Sikhism, Confucianism, Taoism, Shintoism and
Islam.
Regarding the context of cross-cultural training, this study has another
surprising finding. Based on the literature review, we assumed that "Verbal
Communication" was covered the most by current training programs. However, as
presented in Table 13, "Language Training" was only covered by 46% of the
training programs. One explanation for the result is that "English" is the common
spoken language in the hospitality industry. One of the basic requirements for a
hotel staff is the ability to speak English. Thus, language was not a focus in the
cross-cultural training programs for the expatriate managers working in the Asia
Pacific area. Instead, Religions, Attitude toward Work and Power Distance were
the top three cultural factors covered in the training programs.
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Another finding concerning training of cultural factors is that the crosscultural training programs in the hospitality industry was cumulative. The more
countries to which the manager has been assigned, the more cultural training he
or she has received.

Conclusions
The conclusions of this study are drawn from the findings of the study and
serve to accomplish the purpose of the study. The conclusions reached in this
study apply only to the expatriate managers working in the Asia Pacific area and
the hotel organizations operating in the same area. While some of the findings
may apply in other regions, due to the significant cultural differences among
regions, the general conclusions in this study should not be generalized to
expatriate managers working in other regions of the world.
First, the findings of the study suggest that the cultural framework
identified in this study is applicable for expatriate managers working in countries
in the Asia Pacific region. Even though the rating of cultural factors by managers
from different backgrounds was slightly different, the statistical test showed no
significant differences among subgroups of managers. In other words, regardless
of the nationality, gender, educational level, and experience of the expatriate
managers, as long as they are working in the Asia Pacific area, the rating of
cultural factors shown in Table 12 could apply to every expatriate manager.
Second, since the ranking of cultural factors in Table 12 applies to
expatriate managers who work in countries in the Asia Pacific area, these cultural
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factors should be incorporated into the cross-cultural training programs for
expatriate managers. Such broad cultural training should enable managers to
better understand employees from different cultural backgrounds, thus improving
the effectiveness of cross-cultural management of expatriate managers. In the
development of training programs for expatriate managers, the highest priority
should be given to those six cultural factors rated as "Most Important" by the
participants of the study.
Third, the findings of the study suggest that cross-cultural training in the
hospitality industry is more effective than training in other industries. With regard
to the amount of cross-cultural training, the findings of this study showed that the
amount of cultural training provided by multinational hotel chains was far beyond
the scope of training provided by multinational corporations in other industries.
For example, while previous studies found that only 40% of expatriate managers
received cross-cultural training provided by their companies, all participants in this
study reported they received at least some kind of cultural training in their
preparation for overseas assignments.
Also, the results of the study indicated that the subjects of cross-cultural
training in the hospitality industry were well beyond just language and
environmental briefings. In fact, every cultural factor in the framework of this
study was included in some cross-cultural training programs. Furthermore, the
context of cross-cultural training was consistent with the importance of cultural
factors rated by participants of the study. In general, the cultural factors listed at

Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.

82
the top in Table 13 received more attention from the hotel chains.

Fourth, the

findings of this study showed that several cultural factors which were categorized
as "Most Important" received relatively little attention from the hotel corporations.
The effectiveness of the current cross-cultural training programs in the luxury
multinational hotel chains could be improved by giving more attention to these
cultural factors. These cultural factors include "High versus Low-context Culture"
and "Attitude toward Hospitality Jobs."
Fifth, the findings of the study show that the training program in the hotel
industry was cumulative. The longer a manager works in the industry, the more
training he or she receives.
Sixth, the results of the study show that the work related cultural factors of
a culture were most important for the expatriate managers in the hospitality
industry to understand employees from different cultural backgrounds. All too
often, these factors of a culture are inaccessible. To obtain this information, the
hotel chains should conduct in-depth research of the culture of the countries in
which they operate.
Seventh, the cross examination of cultural factors by the subgroups (by
regions the managers were from, by gender, and by overseas experience) of
respondents shows there was no significant differences among groups. However,
managers from different backgrounds perceived some cultural factors slightly
different than others. It is recommended that the differences of rating of cultural
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factors should be taken into consideration when providing cross-cultural training
programs for expatriate managers from different backgrounds.

Recommendations for Future Research
Based on the findings and limitations of the study, the following directions
are suggested for future research.
First, the sample of the study is limited to a group of 26 managers in four
countries in the Asia Pacific area. A larger sample in the same region is
suggested for future study.
Second, a replicate study should be conducted in other parts of the world,
such as Eastern Europe, to examine what factors the expatriate managers working
in that area think is important to understand employees from that region.
Third, because of the increase in diversity of the labor force in the United
States, the framework identified in this study can be used to determine what
American managers think is important to understand employees from different
cultural backgrounds, such as Hispanics and Asians.
Finally, a follow up study should be conducted to examine the impacts of
these cultural factors on managerial practices in the hospitality industry.
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Chen Yee Wang
College of Hotel Administration
University of Nevada, Las Vegas
4441 S Escondido #5203
Las Vegas, Nevada 89119
U.S.A.
Tel: 1-702-7379138
September 19, 1994
Dear Sir/M adam:
I am a graduate student in the hotel college at the University of Las Vegas,
Nevada, U.S.A.. I am currently writing my thesis dealing with cross-cultural training
of expatriate managers for multinational hotel chains.
In the thesis, I would like to identify the extent to which cultural factors of the
host country’s culture are important in helping foreign managers better understand
local employees in order to manage them effectively. The results of this study will
enable me to develop recommendations for multinational hotel chains to more
effectively prepare their managers for overseas assignments.
As an expatriate manager, your personal perspective on this issue is very
valuable to this study. All your responses will be kept confidential and used for
research purposes only. If you would like to have a copy of the study results, please
enclose your business card with your response. I will mail you a copy of the results
by the end of December.
I appreciate your time and your cooperation in completing the questionnaire.
Thank you very much.

Sincerely yours,

Chen Yee Wang
Enclosures
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Questionnaire
Part I
Rating of Kev Factors
In your professional experience, how important do you think each of the following
cultural factors is to understanding vour employees from different cultural backgrounds
in order to manage them effectively?

Extremely important

7

6

5

4

3

2

1

Not at all important

Aesthetics. Aesthetics pertains to a culture’s sense of beauty and
good taste. It is expressed in art, the particular symbolism of colors,
drama, music, folklore and dances.

7

6 5 4

3 2 1

Attitude toward tim e. This refers to how one from a particular 7
culture deals with time on an everyday basis. In some cultures time
is important, people are on time and live by schedules, deadlines,
and agendas. In other cultures, attitudes toward time are more
flexible, people are more casual and will not be rushed.

6 5 4 3 2 1

Attitude toward work. This indicates how the people from a certain
culture value work. In cultures where work are viewed as a moral
virtue, people are expected to engage in a desirable and worthwhile
activity. In other societies where work is considered earning a
living, and once this has been obtained, people may engage freely
in other activities.

7

6 5 4 3 2 1

Attitude toward achievement.
This factor identifies what
achievement motivates employees to work in a certain culture?
While some cultures show more interest in money and
advancement, others pay particular attention to power and status.

7

6 5 4 3 2 1

Attitude toward hospitalitv jobs. This attitude simply refers to how
a society perceives hospitality jobs. In some cultures, the hospitality
job is considered professional and prestigious, while others perceive
hospitality as a non-prestigious job.

7

6 5 4 3 2 1

Verbal communication. In general, verbal communication of a
culture refers to the major spoken language as well as dialects in
the culture.

7 6 5 4 3 2 1
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Extremely important

7

6

5

4

3

2

1

Not at all important

Non-verbal communication. In this study, nonverbal communication
simply refers to those non-verbal communications means such as
gestures, body language and eye contact. For example, while a
finger-and-thumb OK sign means "all right" for Americans, it is
grossly insulting to Brazilians.

7 6 5 4 3 2 1

Dress and appearance. Dress and appearance includes the outward
garment and adornments, as well as body decorations. For example,
cosmetics are more popular and accepted in some cultures than in
others.

7 6 5 4 3 2 1

Food and eating habits. Food indicates the manner in which food
is selected, prepared, presented and eaten. For example, while beef
is forbidden to Hindus, it is eaten extensively by the Americans and
others. Eating habits range from hands, chop sticks and full cutlery.

7 6 5 4 3 2 1

High-context versus low-context culture. In a high-context culture,
language and communication is indirect. People infer meaning and
a communication from non verbal behavior . In a low-context
cultures, everything is "spell it all out." Most of the information is
contained explicitly in the words.

7 6 5 4 3 2 1

Individualism versus collectivism. Individualistic society is a loose
knit social framework in which people are responsible for
themselves and their immediate family members only. In contrast,
collectivist societies are more socially oriented. People are expected
to look after the interests of their in-groups, such as relatives, clan,
and organizations.

7 6 5 4 3 2 1

Material culture. Material culture refers to not only the application
of science and technology, but also availability and adequacy of
econom ic
infrastructure
(tran sp o rtatio n , energy,
and
communications systems), social infrastructure (housing, health, and
educational systems, and business infrastructure (banking systems
and research firms) of a society.

7 6 5 4 3 2 1
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Extremely important

7

6

5

4

3

2

1

Not at all important

Mental process and learning. M ental process means how people
organize and process information. For example, some cultures favor
linear thinking and logic, others stress nonlinear thinking. While
some cultures favor abstract thinking and conceptualization, others
prefer rote memory and learning.

7 6 5 4

Masculinity versus femininity. In "masculinity" society, the social sex
roles are clearly differentiated. Men should be assertive and
dominating and women should be caring and nurturing.
Furthermore, "masculinity" values material possessions such as
assertiveness, the acquisition of money and things. On the other
hand, there are overlapping social roles for the sexes In "femininity"
society, and there is an emphasis on quality of life and caring for
others rather than money.

7 6 5 4 3 2 1

Naming traditions. Naming traditions address not only the naming
system of a culture, but also how the people of a culture wish to be
addressed. For example, in Chinese society, last names always come
first. Use of one’s first name when addressing them may be
considered inappropriate.

7 6 5 4

Power distance. It indicates the extent to which the members of a
society accept an unequal distribution of power. In small power
distance societies, every individuals should have equal right and
inequality should be minimized. In contrast, in large power distance
society, there is an order of inequality and everybody has a rightful
place. Power-holders are entitled to privileges.

7 6 5 4 3 2 1

Religion. Religion can be anything beyond the m aterial aspects of
life to which people devote themselves which fills their lives with
meaning. Religion expresses the spiritual philosophy of a people
about important facets of life such as attitude toward life, death,
and the hereafter.

7 6 5 4
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Extremely important

7

6

5

4

3

2

1

Not at all important

Sense of self. The self concept of a culture refers to whether the
concept of individuals in a given culture emphasizes independence,
uniqueness, and self-determination, or interdependence, harmony,
and conformity.

7 6 5 4 3 2 1

Sense of space. Sense of space means the physical distance
required between individuals. While some cultures require more
distance between the individuals, others want to be closer.

7 6 5 4 3 2 1

Societal organization. Society organization refers to the ways
people relate to each others. The size of family unit, a basic
institution based on kinship, is the most common expression of this
factor. In some cultures, family is generally composed of parents
and their children. In others, family is extended to included relatives
by blood and by marriage.

7 6 5 4 3 2 1

Uncertainty avoidance. People within a culture with strong
uncertainty avoidance feel threatened by uncertain situations, and
try to avoid these situations by providing greater career stability, not
tolerating deviations, and establishing more former rules. In
contrast, people weak in uncertainty avoidance tend to take risks
and can tolerate uncertainty.

7 6 5 4 3 2 1

Others (please indicate)

7 6 5 4 3 2 1
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Part II
From the selection below, please indicate whether or not the training program for
your overseas assignment covered each of these cultural factors.
Cultural factors

Yes

No

Aesthetics

__

__

Attitude toward time

__

__

Attitude toward work

__

__

Attitude toward achievement

__

__

Attitude toward hospitality jobs

__

__

Verbal Communication

__

__

Non-verbal communication

__

__

Dress and appearance

__

__

Food and eating habits__________________________ __

__

High-context versus low-context culture

__

__

Individualism versus collectivism

__

__

M aterial culture________________________________ __

__

Mental process and learning_____________________ __

__

Masculinity versus femininity

__

__

Naming traditions

__

__

Power distance

__

__

Religion

__

__

Sense of self

__

__

Sense of space____________________________________

__

Societal organization_______________________________

__

Uncertainty avoidance

__

__

Others topics your training program covered:
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Part III
Personal Information
Position;--------------------------------------------------------------------------------------------------Hospitality Organization: ---------------------------------------------------------------------------N ationality:------------------------------------- Gender:
Years of hospitality industry experience: _______
Years of working overseas: __________________
Number of countries you have been assigned to:
Education: ________________________________
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:v:UNIVERS)TY^OF.^NEVADA

DATE;
TO:
FROM:
RE:

VE6AS^

Chen Yee Wang, Hotel Administration
December 9, 1994^
yt>t. William E . Schulze, Di
Director
Research Administration
IStatus of human subject protocol entitled:
Identification of Cultural Factors Pertinent to Effective
Cross-Cultural Management in Luxury Multinational Hotel
Chains in Asia Pacific Countries (OR#6005471)

The protocol for the project referenced above has been reviewed
by the Office of Research Administration, and it has been
determined that it meets the criteria for exemption from full
review by the UNLV human subjects committee. Except for any
required conditions or modifications noted below, this protocol
is approved for a period of one year from the date of this
notification, and work on the project may proceed.
Should the use of human subjects described in this protocol
continue beyond a year from the date of this notification, it
will be necessary to request an extension.

cc: Dr. Skip Swerdlow (Hotel)

Office of Research Administration
4505 Maryland Parkway • Box 451037 • Las Vegas, Nevada 89154-1037
(702) 895-1357 • FAX (702) 895-4242
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